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ABSTRACT 


This study aims to measure passengers perception of the significance of the factors of check- in establishment, amenities, 
terminal establishments, and airport availability establishment with regard to their visit to the airport and their perceived 
position of performance of the particular establishment and the performing gap. Using intentional slice system, data was 
collected from the departing passengers of the Cochin International Airport Limited. A modified significance performance 
analysis system is developed using exploratory and confirmational factor analysis styles with the help of structural equations 
for the purpose of this study. For the analysis, originally an input model was developed by using plates. This original model is 
meliorated to reach the final model. An empirical case study of the comprehensions of the passengers about the significance and 
performance of the establishments at the airport is handed in this paper to test the effectiveness and felicity of the modified IPA 
and gap analysis in the dimension of the position of performance of a establishment. Result of the gap analysis shows that except 
the check- in complexes there’s a gap between significance and satisfaction situations of passengers in respect of the 
establishments and, the airport authorities should give further attention to the complex operation at the airport. 
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1. INTRODUCTION 
Aviation is one of the arising sectors in the ultramodern 
century. People travel to colorful destinations for their 
particular purposes. The different airfields each over 
India, there's an average figure of fifty lakh passengers 
travelling every month via breakouts. client plays an 
important part in keeping this sector progressing by day. 
It also enables to identify implicit areas of invention and 
enhancement. numerous airports are seeking to 
ameliorate effectiveness and offer a positive passenger 
experience ahead and after 


security checkpoints. 


currently passengers have multitudinous options and 


choices when it comes to air trip that happens to be the 
focus for colorful field authorities. airport are one of the 
decisive rudiments of a sound transportation system. 
They offer all the structure demanded to allow 
passengers and freight to be transferred between 
different destinations. introductory field structure and 
establishments correspond of passenger outstations, 
runways, taxiways, air business control, apron space, 
hangers, weight storages, airside operations and so on. 
field brings together a wide range of establishments and 
services in order to be suitable to fulfill passenger musts 


within the aeronautics assiduity. Airport structure can 
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bring the operation numbers of multi-millions, when it 
comes to icing the sound functioning of field operations. 
pivotal establishments are handed for passengers, round 
the timepiece twenty- four seven. Their baggage and 
freights should be successfully transferred between 
aircrafts and outstations, without room for detainments 
and other nuisances. airfields also offer a large spread of 
marketable establishments ranging from duty-free 
shopping, couches, dining and caffs , business centres, 
ATM’s, 


exchange, and important more. The end druggies of 


hospices, conference services, currency 
airport’s establishments and services are people similar 
as passengers, airlines, workers, concessionaries, and the 
government. Because of the wide variety of different 
guests all gathered in one setting, airports have the 
occasion to expand their marketable conditioning. 
Objectives: 

> To examine the colorful services and establishments 

handed by these airports. 
> To identify the problems faced by the passengers 


travelling through these aerodromes . 


Limitations: 

> Reluctance of the people to give out information. 

> The replier’s opinion might be told by particular 
bias. 

> Data collected for analysis cover only a limited time 
period. 

> The information analysed consists of view and 
opinions expressed, grounded on the questions 


included in the questionnaire alone. 


2. RESEARCH METHODOLGyY: 

Exploration methodology is the process used to collect 
data and other kinds of information that perhaps 
necessary in undertaking business opinions. 
Methodology involves the use of current and literal 
information. The purpose of this quantitative study was 
to design, apply and test an objective approach to 
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measuring passengers ’ perception and satisfaction of 
airport services and their quality, with specific reference 
to Cochin International Airport. The data is collected 


through questionnaire feedbacks from respondents. 


Data Collection: 
Collection of data is a process of collecting information 


from all applicable sources to find answers to the 


exploration problems and estimate the issues. The data 
for the study is collected from both primary and 
secondary sources. 

Primary Data: 

Primary data is the data that's attained directly from first 
hand sources by means of checks. The primary data for 
the study has been collected by issuing an systematized 
questionnaire prepared with Google forms. 

Secondary Data: 

Secondary data refers to the data that's formerly been 
collected by another existent. The secondary data for the 
study has been collected from colorful websites and 
reference books. 

Sample Size: 

Testing size measures the number of individual samples 
or compliances used in checks or trials. A arbitrary 
selection of 108 repliers were depended for the 
exploration slice. 

Sampling Design: 

Testing design is the frame that serves as the base for the 
selection of a check and also provides the introductory 
plan and methodology for opting the sample. A simple 
and arbitrary slice is used for the study. 


Research Type: 

This study is about the client satisfaction in field sector, 
with reference to Cochin International Airport. Both 
descriptive and logical styles have been used to explore 
the liaison. The present study is grounded on the check 


system. 


Tools of Analysis: 

Sample percentage analysis: 

The representation of data in terms of percentage is one 
the simplest means of interpretation. The simple 
percentage analysis method is been used as it's ideal for 
the purpose of the study. The data can be analysed by the 
simple average method with the following formula. 
Percentage Method = (No of respondents/Sample size) 
*100 

Weighted average method: 

Weighted average means in which each item being 
averaged is multiplied by a number (weight) based on 
the item’s relative importance. The result is summed and 
the total is divided by the sum of the weight. Weighted 
averages are used extensively in descriptive statistical 


analysis such as index numbers. 
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Weighted average = No of _ respondents/Total 
population 

Review Literature: 

Daly Paulose (2013) studied the risks and strategies for a 
Build-Own-Operate international airport project in India, 
a retrospective case study was developed by applying 
risk management in a well-known successful 
build-own-operate (BOO) mega project. The participants 
were the project team of the Airport facility which was 
developed in India. This project is a world class 
monument of strategic vision and exemplary risk 
management, orchestrated as a public-private 
partnership (PPP). The novelty is that this is the first time 
a large risky international airport BOO mega-project has 


been successful and then published in the literature. 


Manuj Ohri (2012) in his discussion paper on Airport 
privatization in India discussed the recommendations of 
Naresh Chandra Committee, the current state of Indian 
airports is inadequate to handle the resulting increase in 
air traffic. This paper starts with a brief on the rationale 
for airport privatization and airports in some operating 
and financial metrics (like on aeronautical revenue per 
passenger, passenger per employee etc) are used to 
identify possible areas for improvement in Indian 
airports. Finally, current modes of airport infrastructure 


provision in India and summarized the same. 


Robert Walton, (2011) the author describes the history of 
air cargo from 1910 in various countries. World of 
commerce caused a rapid expansion of aviation industry 
and from 1970 air package services were introduced. The 
author gives a plethora of information regarding 
problems about security, cargo screening, and volatility. 
The author also deals with air cargo market in near 
future and the factors, which may affect the further 


growth of air cargo market in certain area of the world. 


P S Senguttuvan (2007) principles of Airport Economics 
examine the airport operations. Financial aspects of 
airport, slot mechanism, optimization of space usage, 
pricing, revenue from airports, planning of airports for 
future needs, congestion and delays. Finally, the author 
gives the means to enhance the revenue of airport by 
adopting modern methods in management. 


Simple Percentage Analysis: 


SL.NO RESPONDENTS NO OF PERCENTAGE 
RESPONDENTS (%) 
1. 18-25 76 70.37 
2; 26-45 22 20.37 
3. 46-60 7 6.48 
4. Above 60 3 2.78 
5. MALE 77 71.30 
6. FEMALE 31 28.70 
7. OTHER 0 00.00 
8. Married 84 77.78 
E Unmarried 24 22.22 
10. SSLC 15 13.88 
11. HSC 11 10.19 
12. GRADUATION 71 65.74 
13. OTHER 11 10.19 
14. STUDENT 57 52.78 
15: BUSINESS 18 16.67 
16. GOVERNMENT 8 7.40 
EMPLOYEE 
17. HOMEMAKER 7 6.48 
18. OTHER 18 16.67 
19. BELOW 20000 67 62.04 
20. 20000 — 30000 17 15.74 
21. 31000 — 50000 13 12.04 
22. 50000 ABOVE 11 10.18 
23. NUCLEAR FAMILY 92 85.19 
24. JOINT FAMILY 16 14.81 
25. 2 5 4.63 
26. 3 23 21.30 
27. 4 50 46.30 
28. 5 AND ABOVE 30 27.77 
29. RURAL 17 15.74 
30. SEMI URBAN 44 40.74 
31. URBAN 47 43.52 
32. YES 24 22.22 
p3: NO 84 77.78 
34. MULTIPLE TIMES 3 2.78 
IN A WEEK 
35. FEW TIMES IN A 21 19.45 
MONTH 
36. RARELY IN 53 49.07 
MONTHS 
37. FIRST TIME 31 28.70 
38. DOMESTIC 38 35.19 
FLIGHTS 
Bo. INTERNATIONAL 70 64.81 
FLIGHTS 
40. FIRST CLASS 14 12.97 
41. BUSINESS CLASS 17 15.74 
42. PREMIUM 17 15.74 
ECONOMY 
43. ECONOMY CLASS 60 55.55 
44. ONCE IN A DAY 15 13.89 
45. MULTIPLE TIMES 58 53.70 
A DAY 
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46. SEVERAL DAYS A 21 19.45 57. (CANCELLATION OF 11 10.19 
WEEK FLIGHTS 
47. ONCE A WEEk 14 12.96 58. |LOSS OF BAGGAGE 12 11.11 
48. UNDER 10 MINUTES 17 15.74 59. INEFFICIENT AIRPORT 8 7.40 
49, 10 -15 MINUTES 55 50.93 PERSONNEL 
50. 15 - 30 MINUTES 31 28.70 60. INONE 44 40.74 
51. 30 — 60 MINUTES 5 4.63 61. SIGNAGE 38 35.19 
52. [UNDER 10 MINTUES 20 18.52 62. [INFORMATION 34 31.48 
53. [10-15 MINUTES 34 31.48 SCREENS 
54. 115-30 MINUTES 46 42.59 63. |AIRPORT PERSONNEL 21 19.44 
55. BO-—60 MINUTES 8 7.41 64. FELLOW PASSENGERS 15 13.89 
56. [FLIGHT DELAYS 33 30.56 
Weighted Average Method: 
SL.NO | SERVICE EXCELLENT | GOOD SATISFACTORY | UNSATISF TOTAL PERCENTA 
ACTORY 

CHECK-IN 88 189 42 2 321 2.97 

PASSPORT 88 171 58 0 317 2.93 

CONTROL 

SECURITY 128 141 54 2 325 3 

CHECK 

DUTY 236 108 20 3 367 3.39 

FREE 

BAGGAGE 116 183 24 6 329 3.04 

HANDLING 

TOILETS 148 171 20 4 343 3.17 

WIFI/ 220 78 36 343 3.17 

INTERNET 

ACCESS 

ATM/ 152 129 46 4 331 3.06 

CURRENCY 

EXCHANGES 


3. SUGGESTIONS: 

> Airport authorities can take necessary steps to 
handled 
appropriately; and that there are no cause of loss or 


ensure baggage of passengers are 
damage of baggage. 

> The operation must be more effective in ensuring on 
time operations of flights in order to avoid 
detainments and annoyances. 

> E-Gates or Electric gates can be setup for passport 
control to avoid long ranges in clearing immigration. 

> If under circumstances breakouts are to be cancelled, 
the operation must adhere to furnishing quality 
accommodation facilities to the passengers. 

> Airport personnel with special verbal skills can be 
hired on order to handle passengers from various 


parts of the globe. 


4. CONCLUSION: 

Tourism is one of the most important diligence in India 
moment and is a large contributor to the original 
frugality of the country. In addition to tourism, the 
population of the country is considerably growing by 
day; and that means airfields have to meet and exceed 
prospects of trippers from colorful part of the globe. The 
aeronautics assiduity plays a veritably significant part in 
promoting tourism and profitable trade in the country. 
The purpose of exploring impact of port performance of 
an airport with reference to Cochin International Airport. 
numerous independent variables similar as availability, 
quality of services and establishments, effectiveness of 
labor force and security, were named for this study. 
Overall evaluation indicated the position of passengers ’ 
prints and gests of airport services. To conclude, it can be 
said that airport may not be suitable to convey to the 
requirements of each and every passenger in person. 


therefore they must give high standard quality services 
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in order to keep the passengers satisfied and make 


progression with time. 
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